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Abstract — CV. Citra Tiara was established in 2005, as a 
shuttle service provider. Through “Citi Trans” brand, this 
company is a pioneer of executive shuttle service that 
introduces personal seat system. Within last two years, Citi 
Trans has never achieved occupancy target that defined by 
the management. That was an impact of the intense 
competition in shuttle service industry. It also because Citi 
Trans was unable to achieved customer expectation through 
its services. Root cause need to be determined to know why 
Citi Trans unable to achieve the occupancy target. Internal 
analysis, business situation analysis, and service quality 
analysis need to be conducted. Internal analyses were 
conducted by analyze the corporate strategy, business 
strategy, Segmenting Targeting and Positioning (STP), and 
marketing mix (7P) of Citi Trans. Business situation 
analyses were conducted by analyze Porter’s Six Forces and 
5C of Citi Trans business environment. Service quality 
analysis was conducted by Importance-Performance 
Analysis (IPA) method by measuring five dimensions of 
service quality (SERVQUAL). Based on above analyses, the 
root causes are lack number of Citi Trans pool, that cause 
lack of variation of route/destination that offered by Citi 
Trans and also customers’ expectation on Citi Trans service 
quality were not fulfilled. Objective of this research is to 
give service quality improvement recommendation to Citi 
Trans with program and implementation plan to increase 
customer satisfaction. These recommendations are expected 
to help Citi Trans to achieve the occupancy target. 
  
Keywords: Citi Trans Bandung Shuttle Service, Service 
Quality (SERVQUAL), Importance-Performance Analysis 
(IPA) 
 
I. INTRODUCTION 
 
The high mobilization of population from 
Bandung to Jakarta and vice versa requires adequate 
transportation facilities to meet those needs, whether 
private or public transportation facilities. For some 
people, use public transportation more economical and 
simple than use private vehicle. In addition, the 
presence of Cipularang Toll Way in 2005 gives other 
option of the way people transport from Jakarta to 
Bandung and vice versa. This new access opens new 
business opportunities. The business opportunity is 
very large according to market demand of fast and 
safety intercity transportation facilities. The 
advantages and disadvantages of the others intercity 
transportation gives the opportunity for business 
development of the Bandung - Jakarta shuttle service.  
Citi Trans is the company which provides 
executive shuttle service from Bandung to Jakarta and 
vice versa. Citi Trans was established on September 
11th, 2005 at Bandung under the name CV. Citra Tiara 
and started the operation on October 7th, 2005. 
Initially, Citi Trans serving only one route from 
Bandung to Jakarta and vice versa, Sudirman (Jakarta) 
- Imam Bonjol (Bandung), and only operates four 
cars. Today, Citi Trans has successfully developed a 
number of destinations departures to six locations in 
Jakarta and three locations in Bandung, with more 
than 60,000 passengers per month and has had 110 
units vehicle. 
Shuttle service business is growing rapidly in 
Bandung and Jakarta to meet customer demand which 
increase every year. Various shuttle service providers 
were developed to serve customers with a variety of 
services. Compared with the previous years, now Citi 
Trans facing very intense competition in running the 
shuttle service business not only with the existing 
competitors but also with the presence of new 
competitors which increasing the number of 
competitors. 
 
 
Figure 1. Maximum Capacities, Occupancy Target, and 
Total Number of Passengers 
 
From the total number of passengers per month 
for 2010 and 2011, the Citi Trans' number of 
passengers was increased, although the number of 
passengers was unstable. Based on interview with 
Operational Manager of Citi Trans, Citi Trans has 98 
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fleets in 2010 and from the beginning of 2011 until 
March 2012 Citi Trans has 110 fleets with maximum 
seat capacity of 128.901 passengers per month. 
However, from the total number of passengers during 
the last two years can be seen that the Citi Trans has 
not been able to achieve the occupancy target set by 
the management, 70% of maximum capacity. One of 
the reasons is because the quality of service was not 
met the customers’ expectations. Citi Trans generally 
was less aware of excellent service quality should be 
evaluated continuously on an ongoing basis, to 
maintain consistency in implementing the service. 
 
II. BUSINESS ISSUE EXPLORATION 
 
A.  Conceptual Framework 
Business issue faced by Citi Trans is unable to 
achieve occupancy target, so it needs to find the root 
of the problems. There were so many possibilities as 
the factors that impact Citi Trans unable to achieve 
occupancy target. To find the root cause of the 
problem, it needs to find the analysis method to 
conduct more in-depth analysis. 
It would require a conceptual framework to look 
at the related factors that could be the root of the 
problem. Conceptual framework also used as a guide 
to develop any strategy that can overcome the 
business issue faced by Citi Trans. A structured 
conceptual framework is developed by referring to 
literature study, field observation, and experience. 
Figure 2 illustrated the Conceptual Framework which 
is a combination of several theories. 
Figure 2. Conceptual Framework 
 
Until now, Citi Trans unable to achieve the occupancy 
target. The possible causes are tight competition in 
shuttle service business and an increase of customers’ 
complaint on Citi Trans services which is related to 
service quality of Citi Trans. Based on problems that 
found, the objective of this final project are: 
• Determine the importance and performance 
of service quality at Citi Trans based on 
customer expectation and perception. 
• Determine characteristics of service expected 
by customer. 
• Determine priority of service quality 
improvement based on customer expectation. 
• Perform solution program to improve service 
quality at Citi Trans based on customer 
expectation. 
After analyze the internal situation and business 
situation of Citi Trans also analyze the importance and 
performance of service quality based on customer’s 
perception, then the root cause and strategic 
formulation can be determined. This strategic 
formulation can be used to handle current Citi Trans’ 
problems. 
 
B. Method of Data Collection and Analysis 
1. Internal Analysis 
Internal analysis provides an explanation of 
internal factors that exist in Citi Trans. 
a. Corporate Strategy Analysis  
Citi Trans is currently doing Horizontal Growth 
strategy to achieve the objectives of the company. Citi 
Trans always doing the market research to opens 
potential new branch in Bandung and Jakarta. In 
addition, Citi Trans doing the Concentric 
Diversification strategy as a strategy to diversify the 
business into related businesses such as car rental and 
delivery service for package and document. 
b. Business Strategy analysis 
To face the competition in shuttle service 
business, Citi Trans conduct differentiation strategy. 
Service differentiations give more value to the 
company in competing with competitors. Company 
conducts continuous innovation of new services and 
new additional value to suit the needs of customers. 
Being a pioneer in the executive shuttle service is a 
competitive advantage for Citi Trans. 
c. Segmenting Targeting Positioning (STP) Analysis 
Shuttle service market segmentation can be done 
based on geography, demographics, and behavior as 
shown in Table 1. 
 
Table 1. Customer Segmentation Analysis of Citi Trans 
 
SEGMENTATION CRITERIA ATTRIBUTES 
Geography Regional 
Bandung City and 
surrounding area, Jakarta 
City and surrounding area 
Demography 
Gender Male and Female 
Age 15 to 60 
Education 
High School, Diploma, 
Bachelor Degree, Master 
Degree, others 
Occupation Employees, Businessmen, Students, others 
Expenses /month > IDR 1,000,000 
Social Class Middle to Upper Class 
Behavior 
Motivation 
Focus on convenience and 
safety, privacy, lifestyle, 
others 
Purpose 
Routine Trips (work and 
business), non-routine 
trips (vacation, visiting 
friends, family gathering, 
invitation, shopping, etc) 
 
From shuttle service market segment, Citi Trans 
target market is for student and young executive who 
move or travel from Bandung to Jakarta and vice versa 
that concerned with convenience and safety 
transportation. 
Citi Trans positioned itself as an “Executive 
Shuttle Service”. By positioning itself as an executive 
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shuttle service, Citi Trans promises to offer good 
service with competitive price. 
d. Marketing Mix Analysis 
Products offered by Citi Trans are shuttle service, 
rent a car, and delivery service. As an executive 
shuttle service, Citi Trans is providing services that 
generally better than average shuttle service. By 
personal seat in each fleet, Citi Trans provide extra 
convenience for its passengers. 
Place associated with the process of delivery 
products to customers. It required a location 
associated with the decision made by the company on 
which the operation and its staff will be placed. Citi 
Trans have three pools in Bandung and six pools in 
Jakarta. In addition, the position of the pools can be 
said to cover most of strategic areas in Bandung and 
Jakarta. 
Price is one of the variables that generate revenue 
for the company. Price also one of important 
motivation for customers, because prices have a 
special role in customers’ minds. Pricing strategy 
could not be done carelessly. Service providers must 
clearly define the target market to determine the 
ability of the target market, and then design offerings 
to suit their budget. Price offered by Citi Trans is very 
competitive regarding advantages provided.  
Promotional activities conducted by Citi Trans are 
very diverse and creative, including above the line and 
below the line promotion activities. The promotion 
activities conducted by Citi Trans not only to 
introduce Citi Trans to the target market and 
communicate the benefits of the services offered to the 
customers but also to improve brand awareness, brand 
image, and brand loyalty of customer to Citi Trans. 
Several promotions conducted by Citi Trans are the 
use of social media, website, advertising, event 
promotion, and Word of Mouth (WOM). 
People are resources owned by the companies 
involved in service delivery and influence customer 
perceptions. The management of Citi Trans should 
pay attention to improvement of employees’ skills by 
high number of complaints from customer on driver’s 
performance, customer service and call center. 
The elements of physical evidence included all 
aspects of the organization’s physical facility (service 
cape) and other forms of tangibles communication that 
held together with the service provided. The services 
cape designed by Citi Trans can be considered 
supported it’s positioning as executive shuttle service 
also makes customers feel comfortable and satisfied. 
However, not all Citi Trans pool have same services 
cape standard. Citi Trans’ management should 
determine same services cape standard for all pools to 
increase customer satisfaction and strengthen Citi 
Trans positioning. 
Process is the architecture of a service, it 
describes method and sequence where in which 
service operating system works and  specify how they 
link together to create value proposition promised to 
customers (Lovelock and Wirtz, 2011: 219). 
Reservation and working system in Citi Trans uses a 
secure and up to date online system. By using this 
system, operational activities in Citi Trans can be 
carried out effectively and efficiently. But, current 
phone reservation process is not satisfied. The 
reservation via telephone is considered too long and 
need too much time. It cost the customers high 
telephone bill. Long talking time is also makes call 
centre’s performance ineffective because of inability 
to service another call. 
2. Business Situation Analysis 
Business situation analysis provides an 
explanation of both internal and external environments 
of shuttle service business, especially for Citi Trans. 
a. Porter’s Six Force Analysis 
At this time, shuttle service providers that already 
exist could take breath because the threat of new 
entrants will certainly lower or none at all do to 
government policy and regulation which stop the 
approval of new license for new comers in shuttle 
service business. In addition, low bargaining power of 
suppliers as well as the threat of substitute products in 
near future and relative power of other stakeholders is 
relatively low. But in the other hand, intense rivalry 
among existing shuttle service providers require each 
players in shuttle service business to take appropriate 
strategy to survive and win the competition. High 
bargaining power of buyers also forces the shuttle 
service providers to do continuous innovation in 
providing and delivering qualified service that suits 
customers need and want to get customer satisfaction 
and loyalty. 
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Figure 3. Porter’s Six Forces in Shuttle Service Business 
 
b. 5C Analysis 
In choosing a shuttle service provider, a customer 
not only considers price, but also accessible pool 
location, the convenience of the pool, travel safety, 
services from employees and drivers, punctuality, 
information accessibility, etc. There is an intense 
competition in shuttle service business. The 
competitors of Citi Trans have their own uniqueness 
and differentiation strategy to attract the customers. It 
is the challenges for Citi Trans to attract new 
customers and keep existing customers by improve the 
service quality, conducting sustained innovation and 
maintaining differentiation strategy in order to give 
better service to the customer to maintain customer 
satisfaction. In addition, the cooperation that has been 
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established with the collaborator must be maintained 
properly in order to have a long term relationship that 
could give benefits to both parties. Also, Citi Trans 
must pay attention to macro-environmental factors 
that could affect market condition because these 
factors could influence the company. 
3. Importance-Performance Analysis of Service 
Quality 
In this research, Importance-Performance 
Analysis (IPA) was used to investigate the importance 
and performance of service quality (SERVQUAL) 
attributes in Citi Trans according to passenger’s 
perception. Data retrieval method conducted by 
deploying the questionnaires to Citi Trans’ passengers 
in Bandung. This research use non probability 
sampling technique. Sample selection technique used 
in this research is convenience sampling. 
Questionnaire is deployed to Citi Trans’ customer 
after determination of question attributes, respondent 
characteristics, sample size, and sampling technique. 
The Questionnaire is deployed to Citi Trans 
customers in February 2012, everyday during low and 
high period, in all Citi Trans Pool in Bandung. 
Respondents profile is divided by gender, age, 
education level, job type, monthly expenditure, and 
monthly usage of Citi Trans. All describes who and 
how the Citi Trans customers are. 
 
Table 2. Respondent Profile 
 
VARIABEL FREQUENCY PERCENTAGE 
Gender Male 62 49.60% 
Female 63 50.40% 
Age ≤ 20 years old 23 18.40% 
21 – 30 years 
old 
78 62.40% 
31 – 40 years 
old 
14 11.20% 
41 – 50 years 
old 
6 4.80% 
 > 50 years old 4 3.20% 
Last Degree of 
Education 
High School 45 36.00% 
Diploma 9 7.20% 
Bachelor 
Degree 
55 44.00% 
Master Degree 15 12.80% 
Others 1 0.80% 
Occupation Government 
Employee 
8 6.40% 
Private 
Employee 
36 28.80% 
Entrepreneur 13 10.40% 
Student 60 48.00% 
Others 8 6.40% 
Expenses per 
Month 
≤ IDR 
1,000,000 
16 12.80% 
IDR 1,100,000 
– 3,000,000 
47 37.60% 
IDR 3,100,000 
– 5,000,000 
31 24.80% 
IDR 5,100,000 
– 8,000,000 
13 10.40% 
> IDR 
8,000,000 
18 14.40% 
Frequency of 
Using Citi Trans 
Shuttle Service 
Per Month 
≤ 2 times 56 44.80% 
3 – 4 times 48 38.40% 
5 – 6 times 6 4.80% 
7 – 8 times 8 6.40% 
> 8 times 7 5.60% 
 
Questionnaire design used SERVQUAL 
attributes. The questionnaire design is divided into 
two parts, the importance measurement of service 
attributes and performance measurement of service 
attributes. Even-numbered of Likert scale is used to 
measure Citi Trans customers’ perception about the 
importance and the performance of service attributes.  
Every attribute in the questionnaire to measure 
importance and performance have weighted value that 
can be described qualitatively. Gap value between 
importance and performance value is a difference 
between the performance and the importance of a 
service.  
 
Table 3. Gap Value between Importance (I) and 
Performance (P) For Each Attribute 
 
SERVQUAL 
DIMENSIO
N 
ATTRIBUTE AVERAGE 
VALUE 
GAP 
VALU
E P I 
Tangible Completeness of 
facilities 
2.9040 3.5280 -
0.6240 
Quality of fleet  3.2640 3.8000 -
0.5360 
Seat availability  3.0160 3.6320 -
0.6160 
Appearance of  shuttle 
employees 
3.0800 3.1440 -
0.0640 
Reliability Quickness to serve 
customers needs 
2.9600 3.6320 -
0.6720 
Punctuality of departure 
schedule 
3.0720 3.7920 -
0.7200 
Responsiven
ess 
Quickness to give the 
solution of customer’s 
complaint 
2.8480 3.6000 -
0.7520 
Responsiveness of 
shuttle employee  
2.9440 3.5840 -
0.6400 
Ticket buying process 
via customer service 
3.0320 3.7120 -
0.6800 
Fast SMS or email 
notification about ticket 
reservation status 
3.2720 3.3920 -
0.1200 
Assurance Capability to give 
appropriate information  
3.0720 3.6720 -
0.6000 
Friendliness of shuttle 
employee 
3.0720 3.6160 -
0.5440 
Politeness of shuttle 
employee 
3.0720 3.6480 -
0.5760 
Honesty of shuttle 
company 
3.1760 3.7280 -
0.5520 
Secure pool 3.2320 3.8080 -
0.5760 
Save travel 3.1120 3.8160 -
0.7040 
Empathy Strategic pool location  3.1680 3.6720 -
0.5040 
Number of route 3.1440 3.6080 -0. 
4640 
Ticket reservation via 
call centre 
2.5360 3.7440 -
1.2080 
Information via website 2.6640 3.3600 -
0.6960 
Communication 
capability of shuttle 
employee 
3.0480 3.5920 -
0.5440 
Benefits of membership 
program 
2.8160 3.1680 -
0.3520 
AVERAGE 3.0229 3.6022 -
0.5793 
 
Table 3 indicates that the respondent’s perception 
that all attributes were below their expectations or 
level of importance (note the negative values for 
differences in average score). Highest gap score 
indicating the biggest discrepancy between importance 
and performance. On the other hand, the item with 
lowest gap score suggests that the current performance 
levels are manageable, even if the service is still 
below customer’s expectation. 
By using the average value of importance and 
performance on each attribute, importance and 
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performance data are plotted on two dimensional grids 
with average importance value on the y-axis and 
average performance value on the x-axis. Importance 
and Performance Matrix of Citi Trans is displayed in 
Figure 4. Attributes in quadrant I have low 
performance and have high importance. This condition 
is critical. Improvement must be prioritized and 
concentrated to attributes in this quadrant. Attributes 
in this quadrant are:   
• Seat availability on desired departure 
schedule. 
• Shuttle employee is quick to serve customers 
needs. 
• Easy ticket reservation via call centre. 
Attributes in quadrant II have high performance 
and high importance. Attributes in this quadrant were 
considered good, and must be maintained. Attributes 
in quadrant III have low performance and low 
importance. Attributes in this quadrant dot not have 
high priority to be improved. Attributes in quadrant IV 
have high performance and low importance. This can 
be caused by over focus of management on these 
attributes. 
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Figure 4. Importance and Performance Matrix Citi Trans 
 
4. SWOT Analysis 
The following SWOT analysis captures the key 
strength and weaknesses within the company, and 
describes the opportunities and threats facing Citi 
Trans. 
Strengths: 
• Focused on target market 
• Strong positioning 
• Innovative product 
• Strategic pool locations 
• Competitive price 
• Innovative promotion strategy 
• Quality of fleet 
 
Weaknesses: 
• Limited route/destination 
• Low skilled employees 
• No standardization of pool facilities 
• Poor call center performance in order to 
handle online and real-time reservations by 
phone. 
Opportunities: 
• Participation in a high-demand industry. 
• Low threat of new entrants because of the 
government regulations about limiting the 
number of new shuttle service provider. 
• The absence of competitive substitute 
products in the near future. 
Threats: 
• Competition from others shuttle service 
provider. 
• Some sort of catastrophic event that has a 
significant, negative effect on the shuttle 
service industry. 
• Unexpected government regulation of the 
transportation industry. 
• Low switching cost or high bargaining power 
of buyers. 
C. Analysis of Business Situation  
After performing interview with Citi Trans 
management and customers, questionnaire data 
processing, and business situation analysis and 
internal company analysis, the root cause is next to be 
analyzed. Based on the analysis, the root cause of not 
achieving the occupancy target is display in Figure 5 
below. 
Figure 5. Root Cause 
 
From figure 5, Citi Trans cannot achieve the 
occupancy target is caused by:  
• Call Center Performance 
The causes of this poor performance are: 
o Insufficient number of call center 
officer 
o Lack of training programs. 
o The absence of the others ticket 
reservation system. 
• Shuttle employee performance 
The causes of this poor performance are: 
o Lack of training programs. 
o Lack of internal communication 
programs. 
o No employee evaluation and loyalty 
program. 
• Seat Availability 
The causes of this problem are: 
o The priority setting of the number of 
the fleet on a particular departure 
time and route/destination is still not 
optimal.  
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o There is not good scheduling system 
for fleet maintenance schedule  
• Number of Route/Destination 
The causes of this problem are: 
o Less number of pools. 
o Most of Citi Trans pools are only 
located in the center of the city, so 
cannot cover all areas of the city. 
 
III. BUSINESS SOLUTION 
 
A. Alternative of Business Solution  
Based on questionnaire data processing and field 
observation on Citi Trans, the solutions for the 
problems faced by Citi Trans are: 
 
• Ticket Reservation 
There are several alternatives of solution 
to improve Citi Trans’ reservation system 
performance: 
o Add number of call center. 
o Conduct regular training to all call 
center officers. 
o Collaborate with other parties 
(outsourcing) to provide more 
reliable call center services with 
more competent and experienced 
call center officer also higher 
network capacity. 
o Provide alternative ticket reservation 
system such as online via website 
(e-ticketing) or via SMS (m-
ticketing).  
o Conduct promotion and education to 
customers to use the ticket 
reservation system. 
• Performance of Shuttle Employee 
Citi Trans’ management can consider 
several alternatives to improve employees’ 
performance: 
o Conduct regular training to 
employees about services provided 
by Citi Trans. And always performs 
information updates on changes in 
services provided. 
o Conduct training to employees to 
increase their soft-skill and hard-
skill. 
o Conduct briefing before start 
working.  
o Conduct gathering for all 
employees. 
o Conduct the evaluation of employee 
performance and also rewarding the 
best performance employee.  
• Seat Availability 
Below is some strategy that can be 
deployed to balancing demand and 
productive capacity: 
o Optimize the number of fleet 
especially on high demand departure 
schedule and route/destination. 
o Rent extra fleet during peak periods. 
o Add departure schedule for 
destination that have high demand 
on peak periods. 
o Employ part-time employee on peak 
periods. 
o Manage fleet maintenance when 
demand is low. 
o Conducted promotion activities to 
increasing productivity of other 
services like rent a car and delivery 
service. 
• Number of Route/Destination 
Citi Trans need to add the number of pool 
at another strategic location in the center of 
the city or in suburban areas. 
B. Analysis of Business Solution  
• Ticket Reservation 
Based on interview with Citi Trans’ 
management, they are reluctant to add call 
center employee for cost reason. And it takes 
time to train call center officer to get the 
expected performance. The solution that 
considered as the best is collaborating with 
other party to provide call center service to 
Citi Trans (outsourcing). This solution will 
give benefit to Citi Trans because it will 
provide call center officer that already 
competent and experienced. Also the network 
capacity owned by outsourcing party is also 
higher.  
Ticket reservation by e-ticketing or m-
ticketing is considered as an excellent 
alternative by management. Even though it 
needs cost to build new system, it offers 
benefits to help improve customer 
satisfaction and more positive customer 
perception. By advance of technology, e-
ticketing and m-ticketing were a promising 
alternative way to be applied. E-ticketing and 
m-ticketing will save customer time in 
reserve a ticket and also reduce call center 
load. Ticket reservation system give benefits 
not only to customers, but also to Citi Trans. 
Based on Lovelock and Wirtz (2011: 267), 
reservation system can be used to inventory 
demand.  
Promotion and education that provided to 
customers to reserve the ticket before 
departure especially on peak periods need 
significant cost and takes time. But if the 
customers already experience the benefits of 
ticket reservation and also satisfied with Citi 
Trans’ ticket reservation system, the Citi 
Trans will get benefits from that ticket 
reservation system. 
• Performance of Shuttle Employee 
Periodic and sustained training will 
increase employee’s skill. Cost to conduct 
these trainings is relatively not high, but the 
benefit is quite high. 
Short briefing conducted before work is 
relatively costless. But that can give good 
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motivation to employees to perform their job 
and responsibility according to standards 
defined by Citi Trans’ management. 
Gathering event will cost Citi Trans. But 
this occasional event can be a good 
motivation. At the end it will increase 
performance of employees. 
Evaluation of the employees’ 
performance and then awarding best 
employee is expected to increase employee’s 
performance, satisfaction, and loyalty. This 
event is not need high cost, but it has many 
benefits.  
• Seat Availability 
Optimum number of fleet management 
can be conducted by prioritizing number of 
fleet on certain schedule and 
route/destination with high demand and 
reduce number of fleet on certain schedule 
and route/destination with low demand. 
Accurate historical data on the level and 
composition of demand and forecast of level 
of demand is required to perform 
optimization in fleet and departure time 
scheduling. 
Adds the departure schedules, rent extra 
fleet, employs part time employee on peak 
periods is costing Citi Trans. But if the 
demand is very high, this is still beneficial, 
and this will prevent loss of potential 
customers. 
To ensure that 100% of seat capacity is 
available during peak periods, maintenance 
of the fleets should be conducted when 
demand is expected to be low.  
Currently rent a car and delivery service is 
only rarely used by customers. Cost is needed 
to conduct attractive marketing 
communication and promotion strategy. But 
that is still beneficial for Citi Trans if rent a 
car and delivery service demand is increased. 
• Number of Route/Destination 
To increase the number of pool and 
determine the precise location, it needs an 
accurate survey and high cost, but this may 
be a consideration for Citi Trans if want to 
expand the coverage area and attract new 
potential customers. 
 
IV. CONCLUSION AND IMPLEMENTATION PLAN  
 
A. Conclusion 
Based on questionnaire data processing and field 
observation on business situation and internal 
company condition, it can be concluded that Citi Trans 
service quality has not fulfill customers’ expectation. 
All attributes in SERVQUAL dimension have 
negative gap value between importance and 
performance. 
Importance and performance matrix is used to help 
Citi Trans in determining priority of attributes 
improvement. After mapping SERVQUAL attributes, 
the highest priority to be improved lies in quadrant I. 
In this quadrant the performance value is low while 
the importance value is high. In addition, if compared 
with competitors, the number of route/destination that 
provided by Citi Trans is less varied. Most of Citi 
Trans’ pool located in the center of the city so cannot 
cover the suburban areas. This made Citi Trans has a 
limited coverage area to attract more potential 
customers. 
B. Implementation Plan 
 
Table 4. Implementation Plan 
 
ACTIVITIES OBJECTIVE EXECUTIO
N 
TIMEFRA
ME 
INVOLVED 
PARTIES 
Collaborating with 
Infomedia to provide 
better call center 
service 
Provide better 
call center 
service 
4 weeks Citi Trans 
management 
Infomedia 
management 
Build new 
reservation system 
such as e-ticketing 
and m-ticketing 
Provide 
alternative 
ticket 
reservation 
process so 
that the call 
center is not 
overload 
14 weeks Citi Trans 
management 
Other supporting 
parties 
Promotion and 
education to 
customers about 
reservation system 
utilization 
Customers 
accustomed to 
reserve ticket 
before using 
shuttle service 
Continuousl
y 
 
Citi Trans 
management 
Other supporting 
parties 
Training for Citi 
Trans employee 
about service 
information update, 
soft-skill and hard-
skill 
Enhance the 
ability of the 
employees 
Periodically 
every three 
months 
 
Citi Trans 
management 
All Citi Trans 
employees 
Daily briefing  
 
Sharing 
knowledge, 
information, 
and 
experience 
Daily at 
begins of 
work day 
Citi Trans 
management 
All Citi Trans 
employees 
Employee gathering 
 
Give good 
motivation to 
the employee 
Periodically 
Every six 
months 
Citi Trans 
management 
All Citi Trans 
employees 
Outbound 
service provider 
Employees’ 
performance 
evaluation and 
reward program 
Improve 
employees’ 
performance, 
satisfaction 
and loyalty to 
the company 
Periodically 
every three 
months 
 
Citi Trans 
Management 
All Citi Trans 
employees 
 
Optimize the 
management of 
number of fleet 
especially on high 
demand departure 
schedule and 
route/destination 
Add seat 
capacity on 
high demand 
schedule and 
route/destinati
on 
 
Evaluation 
and fleet 
allocation 
planning can 
be 
conducted 
monthly. 
 
Citi Trans 
management 
 
Rent additional fleet 
during peak periods 
Add seat 
capacity at 
peak periods 
Evaluation 
and planning 
of additional 
fleet can be 
conducted 
monthly 
Citi Trans 
management 
Third party that 
provide 
additional rental 
fleet. 
 
Add departure 
schedule for high 
demand 
route/destination at 
peak periods 
Support 
additional 
capacity at 
peak periods 
Evaluation 
and planning 
of additional 
schedule can 
be 
conducted 
monthly. 
Citi Trans 
management 
 
Employ part-time 
employees during 
peak periods 
Support 
additional 
capacity 
during peak 
periods. 
Evaluation 
and planning 
of part-time 
employee 
utilization 
can be 
Citi Trans 
management 
Part-time 
employee 
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conducted 
monthly. 
Managing 
maintenance 
schedule for fleet 
during low season 
To ensures 
that 100% of 
seat capacity 
is available 
during peak 
periods. 
 
Maintenance 
process can 
be 
commenced 
when fleet is 
not 
operational 
and in low 
season. 
Citi Trans 
management 
Isuzu and Hino 
management 
 
Promotion activities 
of other services like 
rent a car and 
delivery service 
To increasing 
productivity 
of rent a car 
and delivery 
service. 
Continuousl
y 
Citi Trans 
management 
Other supporting 
parties 
Improve the number 
of Pools 
 
To attract 
more 
potential 
customers. 
Field 
observation 
and market 
research 
must be 
conducted 
continuously
. 
Citi Trans 
management 
Other supporting 
parties 
 
The implementation can be launched any time, if 
the financial budget is ready. Based on solutions 
which suggested above, the next step is to estimate the 
cost budgeting for each solution as shown in Table 5. 
 
Table 5. Estimated Cost Budgeting 
 
ACTIVITY DESCRIPTION COST 
(in IDR) 
TOTAL 
(in IDR) 
Provide better call 
center service 
One year 
contract 
500,000,000 500,000,000 
Build new reservation 
system such as e-
ticketing and m-
ticketing 
In first 14 weeks 200,000,000 200,000,000 
Promotion activity 
Newspaper 
Radio 
Brochure, flyer, 
banner 
Neon box and 
billboard 
Event 
promotion 
Continuously 
during a year 
 
 
1,500,000 
5,000,000 
2,000,000 
300,000,000 
50,000,000 
 
9,000,000 
30,000,000 
6,000,000 
300,000,000 
150,000,000 
Education to 
customers about 
reservation system 
utilization 
Continuously 
during a year 
2,000,000 24,000,000 
Training for Citi 
Trans’ employee 
about service 
information update 
Every three 
month 
1,000,000 4,000,000 
Training for Citi 
Trans’ employee 
about soft-skill and 
hard-skill 
Every six month 2,500,000 5,000,000 
Daily briefing  Everyday 0 0 
Employee gathering Every six month 25,000,000 50,000,000 
Employees’ 
performance 
evaluation and reward 
program 
Every three 
month 
500,000 2,000,000 
Fleet allocation 
planning 
Every month 0 0 
Rent additional fleet Every peak 
period 
250,000,000 250,000,000 
Additional schedule Every peak 
period 
0 0 
Part-time employee 
utilization 
Every peak 
period 
300,000,000 300,000,000 
Managing 
maintenance schedule 
for fleet 
Every low 
season 
0 0 
Planning for new pool 
(observation and 
market research) 
Continuously 
during a year 
50,000,000 50,000,000 
TOTAL 1,880,000,000 
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